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Pengaruh Mall Environment, Mall Value, Customer Satisfaction 
Terhadap Customer Loyalty Di Tunjungan Plaza Surabaya 
 
 
ABSTRAK 
 
Saat kita berbelanja di dalam mall bersama kerabat maupun keluarga, 
terdapat beberapa faktor yang mempengaruhi kita untuk berbelanja 
kembalidan melakukan pembelian secara berulang-ulang padamalltertentu 
ataubiasa dikenal denganCustomer Loyalty. Penelitian ini bertujuan 
untukmengetahui pengaruh Mall Environment, Mall Value, Customer 
Satisfaction terhadapCustomer Loyalty. Penelitian ini menggunakan teknik 
analisisStructural Equation Modeling (SEM). Obyek dari penelitian ini 
adalahmereka yang berbelanja di Tunjungan PlazaSurabaya, dengan jumlah 
sampel sebanyak 150 responden. Hasil peneltian ini adalah sebagai berikut : 
(1) Mall Environment berpengaruh positif terhadap Mall Value, (2) Mall 
Environment berpengaruh positif terhadap Customer Satisfaction, (3) Mall 
Environment tidak berpengaruh terhadap Customer Loyalty, (4) Mal Value 
berpengaruh positif terhadap Customer Satisfaction, (5) Mall Value 
berpengaruh positif terhadap Customer Loyalty, (6) Customer Satisfaction 
berpengaruh positif terhadap Customer Loyalty. 
 
. 
Kata Kunci: Mall Environment, Mall Value, Customer Satisfaction, 
Costumer Loyalty. 
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The Effect of Mall Environment, Mall Value, Customer Satisfaction 
Terhadap Customer Loyalty In Tunjungan Plaza Surabaya 
 
 
ABSTRACT 
 
When we shop in the mall with relatives and family, there are several 
factors that affect us to shop again and make repeated purchases at a 
particular mall or commonly known as Customer Loyalty. This study aims 
to determine the influence of Mall Environment, Mall Value, Customer 
Satisfaction to Customer Loyalty. This research uses Structural Equation 
Modeling (SEM) analysis technique. The object of this research are those 
who shop at Tunjungan Plaza Surabaya, with the number of samples of 150 
respondents. The results of this study are as follows: (1) Mall Environment 
positively influence on Mall Value, (2) Mall Environment positively 
influence on Customer Satisfaction, 3) Mall Environment has no effect on 
Customer Loyalty, (4) Mall Value positively influence on Customer 
Satisfaction, (5) Mall Value positively effect on Customer Loyalty, (6) 
Customer Satisfaction positively effect on Customer Loyalty. 
 
Keywords: Mall Environment, Mall Value, Customer Satisfaction, 
Costumer Loyalty. 
